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As required by FCC, South Dakota is submitting their annual consumer complaint log summary for 
the 12-month period ending May 31, 2012. South Dakota has maintained a log of all consumer 
complaints that allege a violation of the federal minimum standards for Telecommunications Relay 
Services. South Dakota is filing its Complaint and Summary log along with a report that indicates 
the number of complaints received for South Dakota. Included are the following reports: 

• A summary with the total number of complaints received between June 1, 20011 and May 
31, 2012. 

• Annual Complaint Log which includes complaints received between June 1, 2011 and May 
31, 2012 with the date of complaint, the nature of the complaint, the date of its resolution, 
and an explanation of the resolution. 

This log contains a summary of the total number of complaints received for this twelve-month 
period. South Dakota is confident that CSD's I Sprints records and systems will support any 
additional requirements, should the FCC order them. 

In its Public Notice, the FCC requests information concerning the total number of interstate relay 
calls by type. Per South Dakota's provider, CSD/Sprint, the provision of call volume data will be 
voluntary; therefore providers are not required to provide the number of relay calls with their 
reports. Accepting that this information is accurate, South Dakota considers this report to be in 
compliance with the rules and is submitting this log without this interstate relay call information. 

South Dakota's provider, CSD/Sprint, agrees to provide information to the FCC concerning the 
number of call. However, Sprint will do so under seal since call volume information is proprietary 
and confidential. 
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If you have any questions pertaining to this consumer complaint log please contact Janet Ball at 
(605) 773-4547. 

Grady Kickul 
Division Director/DRS 
Department of Human Services 

Attachments 
1) Total Number of Complaints 
2) Log Sheet 
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South Dakota FCC 
Complaint Log 
2011 - 2012 



11 08/24/11 A customer said "The Communication Ass1stant needs to do and follow what I 08/25/11 It was venfted that the Communication Assistant followed proper procedure in typing 
say on call The Relay IS mme and I have control on the call. All everything that was said by the outbound customer Policy states that once Information IS 
Communication Assistants should do what I say I want follow up from the stated the Communication Assistant can not go back and repeat prev1ous information from 
Center Manager." The CommunicatiOn Assistant relayed a message to the the calL The caller was upset but Supervisors did apologize and tried to explain procedures 
outbound customer The outbound responded and the Commumcat1on The customer w111 receive a follow up via ema11 from the Center Manager as requested. The 
Assistant typed everything that was heard The outbound then requested Program Manager verified with the Center Manager that a follow-up ema11 was sent to the 
previous 1nformat1on relayed dunng the call The Commumcat1on ASSIStant customer A pnntout was also filed 
remained transparent and typed this question to the inbound caller The TIY 
user became upset and started directing their conversatiOn towards the 
Communication Assistant The customer was upset that the Commumcat1on 
Assistant typed out the question and did not repeat the previous Information fo 
the outbound caller 

12 08/29/11 A customer stated that the Communication Ass1stant did not follow their 08/30/11 A Supervisor followed up with the Commumcat1on Assistant per the custome~s request 
instructions and appeared to be lazy 

13 09/09/11 A customer stated that the Commumcabon Assistant did not follow mstructions 09/09/11 The SupeiVIsor followed up w1th the Communication Assistant and coached them on proper 
completely The customer sa1d that the Communication Assistant m1ssed procedure and the Importance of 11stenmg carefully to all instructions provided and following 
venfy1ng allmstruct1ons g1ven by the customer, mclud1ng the following turbo them as requested 
code off, m1crophone muted, and the Q after confirming the phone number. 
Customer Serv1ce apologized for the mconvemence and thanked the customer 
for the feedback No follow up was requested. 

14 09/15/11 A customer had requested that the Communication Assistant to type· "turbo 09/15/11 The supervisor met w1th the Commumcation Assistant and coached them on closely followin 
code off, m1crophone muted, 45 wpm and then the phone number for customer Instructions and the fact that typed or voiced mstrucbons should be followed before 
verificatiOn." The Communication Ass1stant only verified the number and !ned customer notes The Communication Assistant IS now aware of proper procedure and will 
doing 11 two t1mes Customer Service apologized to the customer for the follow customers' Instructions m the future 
Inconvenience and offered a new Commun1cat1on Assistant A different 
Commumcalion Assistant continued the call No follow up was requested 

15 09/24/11 A customer asked the Commumcat1on Assistant to type "Relay South Dakota" 09/24/11 A Supervisor met w1th the Communication Assistant and rev1ewed proper procedures 
and then venfy their identification number and gender The Communication 
Assistant only typed the Identification number and gender and did not type the 
verb1age "Relay South Dakota" to the customer as requested Customer 
Serv1ce apologized for the inconvemence and thanked the customer for the 
feedback No follow up was requested 

16 09/28/11 A customer stated that the Commun1cat1on Assistant did not venfy her 09/28/11 The Commun1cat1on Assistant was coached on proper procedures and prompt response to 
Jdenllficalion number and gender fast enough As a result the customer all customer requests. 
requested a different Communication Ass1stant to process her calls The 
Supervisor apologized for the inconvemence and got another Commun1cat1on 
Assistant to take over the call No follow up was requested. 

17 10/26/11 A customer sa1d that the Communication Assistant did not follow the correct 10/26/11 A Supervisor followed up with the Commun1cat1on Assistant and rev1ewed proper procedure 
call venficat1on questions and didn't answer the customer when they asked If on followmg a customers' 1nstruct1ons before placmg their call The Commun1cat1on Assistant 
the Communication Ass1stant could properly handle the calL Customer Serv1ce IS aware of the error and w111 perform in a more professional manner 1n the future. 
apologized for the 1nconvemence and thanked the customer for taking the lime 
to provide feedback No follow up was requested 

18 11/01/11 A customer stated that they called 1n, and once connected stated "This 1s a 11/06/11 The Commumcalion Assistant was coached on the appropnate procedures for process1ng 
South Dakota Relay SupeiVIsor callmg to follow up on a commendation "The this type of call 
customer stated that the Commumcalion Assistant then interrupted and stated: 
"Sir th1s is also Relay South Dakota " The customer Informed the 
Commumcat1on Ass1stant that they were a vo1ce user placmg a call to a VCO 
user and then the Commun1cat1on Assistant stated "One Moment Please" afte 
wih1ch the line was s1lent for apprOXimately one mmute The customer asked if 
the VCO user was still on the line, and the Communication Ass1stant 
responded With ''Yeah, hold on" The customer then vo1ced their greetmg but 
the Commumcat1on Assistant stated that the outbound was not responding 
The customer stated that they are confident that the outbound caller would not 
have left the line if the Commumcat1on Assistant had not Interrupted the 
conversation 



28 04/30/12 A customer stated that the Commumcation ASSIStant did not follow their notes 04/30/12 A Supervisor spoke with the Communication Assistant immediately The Communication 
The customer requested that the Commumcat1on Assistant s1mply type (ANS Assistant apologized for starting to type out the answering machine message and Is aware o 
MACH) GA so that they could start typ1ng their message However, the proper procedures The SupervJsor coached the Commumcat1on Assistant on the Importance 
Commumcat1on Assistant typed the full Answenng Machine message of focusing on all calls at all bmes 
Customer Service apologized to the customer and Informed them that a 
Superv1sor would follow up w1th the customer. The customer did not request a 
follow up 

29 05/30/12 A Custome~s fnend reported that the customer recently moved and that the1r 05/30/12 A Customer Serv1ce Representative advised contacting the telephone prov1der to ensure tha 
Cap Tel was not providing a dial tone at the new residence the custome(s service has been activated at the new location. The Customer Service 

Representative confirmed that the CapTel is working correctly now that the phone line has 
been activated 

30 05130/12 A customer stated that the Commumcat1on Ass1stant wasted the custome(s 05/30/12 A Supervisor met with the Communication Assistant who explained that this call was a Voice 
t1me, as they dialed, typed the greet1ng and then typed "One Moment Please" Inbound. The vo1ce line stated that they had to disconnect as the1r phone was dying, and 
after which the line disconnected Customer Service thanked the customer for disconnected. Within 60 seconds the outbound line automatically disconnected The 
the feedback and Informed them that these concerns would be forwarded to Commumcalion Assistant did not have any control over the line d1sconnect1ng as it was 
the Superv1sor for follow up The customer requested follow up v1a email automatic Per the custome(s request, a follow up email was sent 



South Dakota Relay Service - June 1. 2010 through May 31 5
\ 2011 

1. Total Number of TRS/CapTel complaints: 30 


